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Work better
together

Show
we care

Aim
higher
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Creating a great place to work

Supporting employees
At a corporate level, every effort has been made 
to reduce costs in ways that do not impact jobs, 
including limiting all discretionary spend and 
withdrawing our dividend to shareholders for the 
first time in our history. However, it has not been 
possible to continue as normal, and where jobs 
have been impacted temporarily through salary 
cuts and furloughs, or permanently, we have 
made changes with great thought and support. 

We have also recognised that working remotely 
full time in response to the pandemic has been a 
significant change for employees. While some of 
our corporate and reservation offices around the 
world are now open again, a significant 
proportion of our business is still being run 
remotely. While working in this way brings with it 
many challenges, it also brings lessons we want 
to build on in the future, such as working in 
simpler ways and with greater flexibility. 

We care for all of our employees and aim 
to create an environment where people 
feel a sense of belonging and enjoyment 
in their work, and where they are 
invested in to be at their best and grow 
their careers. 

A diverse and inclusive culture enriches all of 
this, and it plays a critical role in how we work 
better together, growing our business and 
delivering on our purpose of providing True 
Hospitality for Good. Our values reflect our 
principles and beliefs and underpin how we 
behave, deliver our strategy, make decisions 
and live our purpose. Due to the severity of 
the impact of Covid-19 on the hospitality 
industry, IHG has needed to make difficult 
decisions around pay and jobs in order to 
protect the financial health of our business. 
Our Board and senior leadership have ensured 
these values have been at the centre of how 
we have responded to the pandemic and the 
resulting uncertainty.

To keep employees feeling supported and 
engaged during this challenging year, we have 
put some key things in place, including:

• A Colleague Emergency Support Fund to 
provide financial assistance to those in 
pressing financial hardship, as a result of 
being on furlough or reduced working hours. 
The Company provided nearly $1.3 million and 
assisted 2,134 employees across 10 countries.

• Dedicated websites to stay connected with 
furloughed US and UK employees, which 
included learning tools and welcome-back 
materials to aid their return to work. 

• Expanded IHG Employee Assistance 
Programme to 31 countries, offering access to 
third-party digital resources, including free 
and confidential counselling. 

• Employee resources, including best practice 
advice on working remotely, wellbeing, 
support for carers and parents, leadership 
perspectives and learning materials.

• A week of webinars and leadership podcasts 
in recognition of World Mental Health Day in 
October 2020.

• An IHG Family Network to share useful advice 
with parents and their line managers and 
make sure little people remain a priority while 
we stay productive. 

• Virtual Coffee and Conversation meetings for 
small groups of colleagues so they could hear 
from Executive Committee members, ask 
questions and share feedback. 

• Recharge days one Friday a month in June, 
July and August 2020 to allow employees to 
rest and recharge.

Supporting the UN Sustainable  
Development Goals:



IHG | Responsible Business Report 2020 26

79%
Overall engagement remained 
stable at 79%, above external top 
quartile benchmarks
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Creating a great place to work continued

Employee engagement 
Throughout 2020, we took a creative approach 
to employee engagement, with an increased 
number of video meetings and virtual town halls, 
as well as an expanded e-learning offer. We have 
encouraged regular conversations on feedback 
and performance between managers and their 
team members, and supported them with 
quarterly ‘check-in’ guides. Given the unusual 
and challenging year in 2020, we have also run 
bespoke ad hoc surveys to understand colleague 
sentiment and their needs, with regard to 
aspects such as remote and flexible working, and 
mental health and wellbeing. These have 
enabled us to provide the appropriate care and 
support for our employees.

Due to the impact of the pandemic, our 
employee engagement survey, completed by 
employees in corporate and reservations offices 
and General Managers in managed hotels, was 
only conducted once during the year. The survey 
provided employees the opportunity to share 
their views on key issues relating to company 
culture, IHG’s Covid-19 response, working from 
home, and health and wellbeing. Overall 
engagement remained stable at 79%, above 
external top quartile benchmarks. There were 
significant engagement improvements in relation 
to employees having the right tools and 
resources to carry out their jobs, work 
collaboration and decision-making speed. Short 
pulse surveys carried out during the year also 
showed significant positive responses to Senior 
Leaders’ transparency and open communication. 
Areas for improvement included career 
development opportunities.

Employee share plan
We want to ensure that all our employees feel 
recognised for their efforts and contributions. In 
2019, we launched a new colleague share plan 
for all corporate employees, giving them the 
opportunity to invest in IHG’s growth by 
becoming IHG shareholders. The plan has 
enabled eligible employees to purchase shares 
via monthly deductions from their salary and 
after each calendar year of contributions, the 
Group will match the number of shares they have 
purchased, vesting at the end of the following 
year. In 2020, 49% of eligible employees took up 
the plan.

Due to the severity of the impact of Covid-19 
on the hospitality industry, IHG has needed to 
make difficult decisions around pay and jobs 
in order to protect the financial health of our 
business. Our Board and senior leadership 
have ensured these values have been at the 
centre of how we have responded to the 
pandemic and the resulting uncertainty. 

Learning and development
It is important that everyone feels part of an 
inclusive and safe environment. We empower 
our employees to develop and try new things by 
offering guidance and support, ensuring that 
they have the tools and resources necessary to 
grow and develop their careers. We make all 
these tools available through an online learning 
suite, which included MyLearning, Harvard 
ManageMentor and virtual classes in 2020. 

Throughout the year, line managers and mentors 
meet with their colleagues frequently so they  
can gather feedback on their performance and 
discuss their career development and aspirations. 

Looking to the future 
 
As the future of the workplace evolves and building 
on the programmes we put in place this year to 
support employees, we will find new ways for 
employees to not only prioritise their own wellbeing, 
but also be mindful of the wellbeing of others.

 Learn more in our 2030 plan
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Supporting our hotel colleagues

To help where we can, we undertook 
the following:

• Launched an IHG Job Center site to provide 
access to employment opportunities with 
hiring companies in different industries. 
The site went live in the US, Canada, Mexico, 
Philippines, Costa Rica and Brazil and has 
helped many colleagues find some much-
needed stability with organisations such as 
Amazon, Home Depot and Walmart.

• Created a Stay in Touch programme in 
different markets to stay connected with hotel 
colleagues who were unable to work. 

• Delivered new online instructor-led learning 
modules to help colleagues in our managed 
hotels adapt during the pandemic. These 
included topics such as how to conduct a 
virtual sales call, how to implement an evolved 
food and beverage offering, and the IHG Way 
of Clean programme. 

• Created a suite of masterclasses, such as 
‘Building Resilience’, which are designed to 
upskill and guide hotel colleagues in our 
managed estate.

• Provided a Hotel Re-Opening Guide to enable 
delivery of priority learning and training 
required for the of re-opening of hotels under 
stringent health and safety measures. 

• Recruited and onboarded 152 Future Leaders 
in Greater China as part of IHG’s ongoing 
recovery in the region. 

Despite best collective efforts to protect 
our hotels and teams by working with 
our owners to lower operating costs and 
access financial support, the severity of 
this crisis and historically low levels of 
demand have led to difficult decisions to 
furlough or let go many talented and 
passionate hotel colleagues. It is an 
unfortunate issue we face as an entire 
industry, with the WTTC estimating that 
this crisis could result in up to 174 million 
job losses in the sector. 

Looking to the future 
We recognise how our global 
reach can help shape a positive 
future, so we’ll continue to  
find ways to offer access to 
valuable skills training and  
work experience, through  
our learning and development 
programmes and the 
IHG Academy.

 Learn more in our 2030 plan
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